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ABSTRAKSI 
Karyawan frontline merupakan karyawan yang secara langsung 
berinteraksi dengan konsumen. Oleh karena itu, karyawan frontliner perlu 
dibekali dengan ilmu atau keahlian yang cukup agar konsumen memiliki 
tanggapan atau citra yang baik terhadap perusahaan. Hal ini dikarenakan adanya 
pandangan konsumen yang semakin kritis terhadap barang atau jasa yang akan 
dibeli. 
 Tujuan dari penelitian ini adalah untuk mengetahui pengaruh Trainee’s 
Perception of Transfer Design, Performance Self Efficacy, Training Retention, 
Performance Feedback, dan Supervisor Support for Training Tranfer terhadap 
Training Transfer pada karyawan frontliner yang sudah mengikuti Service 
Excellence Training di PT Serpong Cipta Kreasi.  
 Penelitian ini memiliki 60 responden dan pengolahan datanya dilakukan 
dengan menggunakan SPSS. Metode sampling yang digunakan dalam penelitian 
ini adalah metode purposive/judgement sampling dan teknik pengumpulan data 
dengan menyebarkan kuisioner. 
 Hasil dari penelitian ini menyatakan bahwa Trainee’s Perception of 
Transfer Design, Performance Self-Efficacy, dan Training Retention memiliki 
pengaruh masing-masing sebesar 28,3%; 26,8%; dan 25% terhadap Training 
Transfer. Sedangkan Performance Feedback, dan Supervisor Support for Training 
Tranfer tidak memiliki pengaruh terhadap Training Transfer. 
Kata Kunci : Trainee’s Perception of Transfer Design, Performance Self-
Efficacy, Training Retention, Performance Feedback, Supervisor Support for 
Training Tranfer, Training Transfer, Service Excellence 
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ABSTRACT 
Frontline employee is an employee that interact with consumer directly. 
Therefore, frontline employee needs to be prepared and provided with enough 
skills and knowledge to serve the consumers well so consumers will have good 
impression towards the company. It happens because consumers nowadays 
become more critical towards goods and service they will buy. 
 The purpose of this research is to find the influence of Trainee’s 
Perception of Transfer Design, Performance Self Efficacy, Training Retention, 
Performance Feedback, and Supervisor Support for Training Tranfer towards 
Training Transfer for frontline employee who had  attended Service Excellence 
Training in PT Serpong Cipta Kreasi. 
 This research has 60 respondents and SPSS is used to process the 
data. The sampling method  used in this research is purposive/judgement 
sampling methode and using questionaire to collect the data. 
 The results of this research state that Trainee’s Perception of 
Transfer Design, Performance Self-Efficacy, and Training Retention have 
influence equal to 28,3%; 26,8%; and 25% each towards Training Transfer. 
Meanwhile Performance Feedback and  Supervisor Support for Training Tranfer 
don’t have any influence towards Training Transfer. 
Keywords : Trainee’s Perception of Transfer Design, Performance Self-
Efficacy, Training Retention, Performance Feedback, Supervisor Support for 
Training Tranfer, Training Transfer, Service Excellence  
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